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ABSTRAK 
 
Penelitian ini bertujuan untuk mengetahui pengaruh dari hotel image 
terhadap customer satisfaction melalui hotel quality dan perceived value 
pada Hotel Sheraton di Surabaya. Penelitian ini dilakukan dengan 
menyebarkan kuesioner sebagai data primer. Jumlah responden dalam 
penelitian ini berjumlah 150 orang, yang kemudian dianalisis dengan 
menggunakan metode analisis structural equation modeling untuk 
mengetahui pengaruh antar variabel penelitian melalui program LISREL 
8.70. 
Hasil penelitian menunjukkan bahwa hotel image memiliki pengaruh 
yang signifikan terhadap hotel quality dan perceived value. Kemudian hotel 
quality memiliki pengaruh signifikan terhadap perceived value. Selain itu 
hotel image memiliki pengaruh yang signifikan terhadap customer 
satisfaction melalui hotel quality dan perceived value pada Hotel Sheraton 
di Surabaya. 
Saran yang diajukan dalam penelitian ini yaitu Hotel Sheraton 
Surabaya harus menjaga image baik dengan meningkatkan kualitas dan 
perceived value. Hotel Sheraton Surabaya diharapkan membuat strategi 
promosi yang menarik untuk meningkatkan kepuasaan konsumen. 
 
Kata kunci: Hotel Image, Hotel Quality, Perceived Value, Customer 
Satisfaction. 
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ABSTRACT 
 
This study aims to determine the effect of the hotel image to customer 
satisfaction through quality and perceived value at the Sheraton Hotel in 
Surabaya. This research was conducted by distributing questionnaires as 
primary data. The number of respondents in this research consisted of 150 
people, which is then analyzed using the methods of structural equation 
modeling analysis to determine the effect between the variables through 
LISREL8.70 program. 
Results from the study showed that the hotel image has a significant 
influence on the hotel quality and perceived value. Then, hotel quality have 
a significant influence on the perceived value. Lastly, the hotel image has a 
significant influence on customer satisfaction through hotel quality and 
perceived value hotel at the Sheraton Hotel in Surabaya. 
Suggestions in this research that the Sheraton Hotel Surabaya have 
to keep a good image by improving the quality and perceived value. 
Sheraton Hotel Surabaya is expected to create an attractive promotional 
strategy to increase customer satisfaction. 
 
Keywords: Hotel Image, Hotel Quality, Perceived Value, Customer 
Satisfaction 
